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ABSTRAK 

PENGARUH KUALITAS LAYANAN LOGISTIK TERHADAP 

LOYALITAS PELANGGAN DIMEDIASI OLEH KEPUASAN 

PELANGGAN(Studi Di PT. Trans Nusantara Logistik) 

ANDI NURHIDAYATUL ISLAMIYAH 

6194030 

 

PT. Trans Nusantara Logistik merupakan Perusahaan logistic yang selalu 

berusaha memberikan layanan yang optimal kepada pelanggan. Salah satu 

tantangan utama perusahaan ini adalah keterlambatan pengiriman barang yang 

berdampak negatif terhadap kepuasan pelanggan. Data menunjukkan bahwa 

tingkat keterlambatan mencapai 15%, jauh melebihi target 5%. Penelitian ini 

bertujuan untuk memahami bagaimana kualitas layanan logistik mempengaruhi 

kepuasan pelanggan, menggali hubungan antara kepuasan pelanggan dan loyalitas 

pelanggan, serta mengidentifikasi apakah kualitas layanan logistik memengaruhi 

loyalitas pelanggan melalui kepuasan pelanggan sebagai variabel intervening. 

Metode penelitian yang digunakan adalah Partial Least Square-Structural 

Equation Model (PLS-SEM) untuk mengungkap hubungan antara variabel-

variabel yang ada dalam penelitian ini. Variabel dependen adalah "Kualitas 

Layanan Logistik," variabel mediasi adalah "Kepuasan Pelanggan," dan variabel 

independen adalah "Loyalitas Pelanggan." Metode pengumpulan data dilakukan 

melalui survei dengan menggunakan kuesioner yang disebarkan kepada 50 

pelanggan PT. Trans Nusantara Logistik, dan data sekunder juga digunakan. 

Seluruh anggota populasi diambil sebagai sampel. Analisis data dilakukan dengan 

SmartPLS 4.0, termasuk pengujian validitas dan reliabilitas serta pengujian 

hipotesis menggunakan teknik bootstrapping. Hasil analisis akan diinterpretasikan 

untuk menentukan apakah hipotesis penelitian dapat disahkan atau ditolak. 

Hasil Penelitian yang diolah menggunakan metode Partial Least Square-

Structural Equation Modelling (PLS-SEM), terbagi menjadi Outer Model dan 

Inner Model menunjukkan hasil yakni kualitas layanan logistik memengaruhi 

kepuasan pelanggan sebesar 66%, kepuasan pelanggan memengaruhi loyalitas 

pelanggan sebesar 51%, dan kualitas layanan logistik juga berpengaruh pada 

loyalitas pelanggan melalui kepuasan pelanggan sebesar 34%. Semua hasil 

analisis ini didukung oleh uji hipotesis yang signifikan. 

Kata Kunci: Kualitas Layanan Logistik, Kepuasan Pelanggan, Loyalitas 

Pelanggan. 
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ABSTRACT 

THE EFFECT OF LOGISTICS SERVICE QUALITY ON CUSTOMER 

LOYALTY MEDIATED BY CUSTOMER SATISFACTION 

(Study at PT. Trans Nusantara Logistik) 

ANDI NURHIDAYATUL ISLAMIYAH 

6194030 

 

PT. Trans Nusantara Logistik is a logistics company that constantly strives 

to provide optimal services to its customers. One of the main challenges faced by 

this company is the delay in the delivery of goods, which negatively impacts 

customer satisfaction. Data shows that the delay rate reaches 15%, far exceeding 

the target of 5%. This research aims to understand how the quality of logistics 

services affects customer satisfaction, explore the relationship between customer 

satisfaction and customer loyalty, and identify whether the quality of logistics 

services influences customer loyalty through customer satisfaction as an 

intervening variable. 

The research method used is Partial Least Square-Structural Equation 

Model (PLS-SEM) to uncover the relationships among the variables in this study. 

The dependent variable is "Logistics Service Quality," the mediating variable is 

"Customer Satisfaction," and the independent variable is "Customer Loyalty." 

Data collection was conducted through surveys using questionnaires distributed 

to 50 customers of PT. Trans Nusantara Logistik, and secondary data was also 

used. The entire population members were taken as samples. Data analysis was 

performed using SmartPLS 4.0, including validity and reliability testing, as well 

as hypothesis testing using bootstrapping technique. The results of the analysis 

will be interpreted to determine whether the research hypotheses can be 

confirmed or rejected. 

The research results processed using the Partial Least Square-Structural 

Equation Model (PLS-SEM) method, divided into Outer Model and Inner Model, 

show that the quality of logistics services influences customer satisfaction by 66%, 

customer satisfaction influences customer loyalty by 51%, and the quality of 

logistics services also affects customer loyalty through customer satisfaction by 

34%. All these analysis results are supported by significant hypothesis tests. 

Keywords: Logistics Service Quality, Customer Satisfaction, Customer Loyalty. 
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